
TFR –  Telecomms Fault Management Process (As-Is)
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SIGNED-OFF

Start

8.
Identification of a 

Fault on the 
System /Network

3.
 Inform the Call 

Centre Agents of 
the Fault

2.
 Identification of a 

Fault on the System

19.
 Inform NOC 

Technician via 
Phone-Call and 

Email 

4.
Identification of a 

Fault on the 
Network 

Management 
System

1.
Identification of a 

Fault on the 
System / Network

23.
 Response team 

arrival on site

20.
 3rd party 
involved?

22.
 Inform Customers 

(Email) and TCC 
Management (SMS 
and Email) of fault 
details as per SLA 

YES

21.
 Inform TCC and 

Depot Management 
via Email, SMS or 

Phone-Call 

NO

35.
 Start rectifying the 

fault

18.
Dispatch RN 

Response team and  
obtain Estimated 

time of arrival (ETA) 
on site

11.
TFR Involved?

 Escalate to TCC 
management, Depot 

Management, 
Operations 

Management, 3rd 
Party via SMS and 

Phone-call

25.
 Security 
Related?

28.
 Inform NOC 

Technician  of Fault 
details and actual 
arrival time onsite

YES

YES

41.
 Follow-up on Fault 

progress

9.
Inform NOC 
Technician

10.
Perform Fault 

assessment on the 
Network 

Management 
System

15.
Inform the Call 
Centre Agents

29.
Conference 

Security, Call 
Centre Agents and 
RN Response Team 

and receive 
Occurrence Book  

(OB) No. 

NO

27.
Update SAP PM 
Notification with 

Fault details

B,C,D

5.
Services Restored?

NO

Perform Fault 
diagnostics on 

the system

6.
Fault rectified 
permanently?

YES

NO

7.
Create a SAP PM 
Notification  and 

close it

YES

End

12.
TFR affected?

NO

24.
Perform Fault 

Diagnostics 

26.
Inform Call Centre 

Agents of Fault 
details, actual 

arrival time onsite

30.
Inform Call Centre 

Agents of repair 
start time and 1st 

ETR

End

36.
Fault cleared?

38.
Inform NOC 

Technician and 
provide latest ETR

39.
 3rd party 
involved?

 Escalate to TCC 
management, Depot 

Management, 
Operations 

Management via 
SMS and Phone-call

NO

YES

45.
3rd Party Services 

restored?

YES

46.
Inform Call Centre 

Agents and provide 
fault details

50.
Inform NOC 

Technician and 
provide revised ETR

NO

42.
Inform Call Centre 
Agent and provide 

revised ETR

43.
Update SAP PM 
Notification with 

revised ETR

44. 
Inform TCC and 

Depot Management 
via Email, SMS or 

Phone-Call

47.
Update SAP PM 

Notification with all 
required details and 
Close the SAP PM 

Notification 

48.
Inform NOC 
Technician

49.
Inform TCC and 

Depot Management 
and 3rd Party via 
Email, SMS and 

Phone-Call

End

51.
Inform TCC and 

Depot Management 
and 3rd Party via 

Email, SMS or 
Phone-Call and 
update SAP PM 

Notification with 
revised ETR

52.
Conduct tests with 
RN Response team

End

End

NO

40.
Update SAP PM 
Notification with 
Escalation details 

YES

16.
 Create a SAP PM 
Notification and 

issue reference No.

17.
Fault Priority?

B, C, D

E

End

Update TFR  as 
per SLA

13.
Handover Fault to 

3rd Party
NO End

14.
Handover Fault to 

3rd Party

YES

End

37.
Fault Category?

2

1
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31.
1st ETR within Standard 

Repair times?

33.
Follow-up on fault 

progress
YES

32.
Inform NOC 
Technician

NO

Escalate to 
Depot 

Discipline 
Specific 

Production 
Manager

34.
Fault cleared within 

1st ETR?

NO

YES
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